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PACIFIC BELL AT&T + OCC 01/06/98

COMMON TRANSPORT TRUNK GROUPS WI TH NO DATA
FOR DECEMBER 1997 PB04

A LOCATION Z-LOCATION TRK
CLLI CLLI DESCRIPTION SVC TIMES CONTACT PHONE NO.

---------- - - ~ - - - - - ----_._._-- --------------- ------------

ARCDCA llDSO LSANCA0470T MMAF52DTEA 48 5 T WELCH 626-576-60B4

ARCDCA llDSO LSANCA0470T 77AF52DTEA 372 5 T. WELCH 626-576-60B4

ARCDCA llDSO LSANCA0470T 77AF54DTEAKE 96 5 T. WELCH 626-576-60B4

ARCDCA l1DSO SHOKCA0251T M DF54ETCN9 4 5

DAVLCA12DSO OKLDCA0301T M-DF54ETCN9 4 5 MARIA TORRES 510-645-7431

FNTACA 1182L ANHMCAOI152T M-AF54ETCN6-EA 10 2 CHERYL KEY 818-676-6092

GRDNCA0386T PRMTCAOIDSO 77AF46DTKE 24 4 C. KEY 626-676-6092

GSHNCA 1 165 E FRSNCA0124T M-DF64ETCN9 4

HLWDCAO'DS' LSANCA0470T MMAF52DTEA 913 3 T. WELCH 626-1576-60B4

HLWDCA01DSl LSANCA0470T 77AF52DTEA 312 3 T. WELCH 626-576-6084

HLWDCAO'DS' LSANCA0470T 77AF154DTEAKE 144 3 T. WELCH 626-676-60B4

MTSHCA120S1 RONGCA0225T MMAF54DTEAKD 24

MTSHCAI2DS' RONGCA0225T M-OF54ETCN9 4

NORGCA 1105 1 SHOKCA0689T MMAF53DTEA 96

NORGCA 1105 1 SHOKCA0589T 77AF540TEAKE 144

PLALCAI20S0 SNFCCA2101T M-OF54ETCN9 6 2 ROSE REYES 610-645-8168

PLALCA120S0 SNFCCA2143T MMAF640TEA 120 2 R. REYES 510-645-8168

RAMNCA 11050 SNOGCA0291T 77AF540TEAKE 48 2

SCRMCA0103T SCRMCA120S0 MMAF450TEAKO 36

SNCRCA 1169A SNFCCA2101T M-OF54ETCN5-EA 4 12 DARRYL 510-645-2914

SNOGCA030S' SNOGCA0253T M-OF54ETCN9 6 6 C.A. CABRERA 619-697-6132

SNOGCA160s0 SNOGCA0253T M-OF54ETCN9 7 6

SNGBCAOIOSO SHOKCA0251T M-DF54ETCN9 4

SNTCCA010S0 SNTCCA0148T M-OF540D-800 168 6 RONNA G. 510-645-0225
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PAC I F 3ELL AT&l .JCC
COMMON TRANSPORT TRUN~ GROUPS WITH

FOR DECEMBER 1997
NO DATA

o ;/98

pa04

A-LOCATION
CLLI

SNTCCAOIOSO

SNTCCA II 98F

l LOCATION
CLLI

SNTCCAOl48T

SNTCCAOI02T

DESCRIPTION

IIIMAF54DTEA

III OF54ETCN5 EA

TRK
SVC

24

5

TIMES

2

11

CONTACT

RONNA G

RONNA G

PHONE NO_

510-645-0225

510-645-0225



NETWORK ENGINEERING: Common Transport Trunk Group Performance Report

San Ramon, January 13, 1999

File: 260.480

Memorandum:

The monthly Common Transport Trunk Group Performance report displays the Switched Access
blocking performance for the Pacific Bell trunk groups where Interexchange Carriers (IECs) employ
tandem access. Many IECs use this data as a quality measure of Pacific Bell service. The attached
report includes the entire Common Transport trunk groups. This report communicates the service
levels during DECEMBER 1998 on the Common Transport trunk groups and includes:

1. A graph depicting the trend of the percent of trunk groups exceeding the tariff thresholds

2. A summary

3. A detailed report for trunk groups exceeding tariff thresholds

4. A list of trunk groups with invalid data

5. A list of trunk groups with no data

6. The definitions of the fields on the report

Our Circuit Provisioning and Assignment Center (CPAC) has the responsibility for any corrective
trunk group action required. I can be reached at (925) 823-7825 for questions regarding this report.

Nicole Wiencek
CPAC Technical Support
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JAN 1997
FEB
MAR
APR
MAY
JUN
JUL
AUG
SEP
OCT
NOV
DEC
JAN 1998
FEB
MAR
APR
MAY
JUN
JUL
AUG
SEP
OCT
NOV
DEC

PB01 PBAT&T PBIEC
1.19% 119% 119%
103% 1 32°Al 1.03%
0.76% 099% 076%
0.40% 0.52°Al 040%
0.25% 0.26% 0.25°Al
0.45% 0.37% 0.45%
0.26% 0.33% 0.26%
0.42% 0.53% 0.42%
0.42% 0.53% 0.42%
0.92% 1.11% 0.92%
0.82% 1.03% 0.82%
0.66% 0.83% 0.66%
0.31% 0.39% 0.31%
0.56% 0.70% 0.56%
0.96% 1.21% 0.96%
0.71% 0.89% 0.71%
0.50% 0.63% 0.50%
0.78% 0.98% 0.78%
0.37% 0.39% 0.37%
0.72% 0.82% 0.72%
0.68% 0.84% 0.68%
1.23% 1.45% 1.23%
0.97% 1.19% 0.97%
1.23% 1.50% 1.23%

ICOMMON TRANSPORT TRUNK GROUPS - PB011



PACIFIC BEll AT&T • OCC
COMMO~ TRANSPORT TRUNK GROUP PERfORMANCE DATA

• • SUMMARY • •
fOR

DECEMBER 1998

01/11/99

PBOl

NUMBER Of
TRUNK GROUPS PERCENT

1. BLOCKING EXCEEDS MEASURED BLOCKING THRESHOLD 24
2. BLOCKING IS LESS THAN THRESHOLD 1,927

TOTAL MEASURED TRUNK GROUPS 1,951

3. TRUNK GROUPS WITH INVALID MEASUREMENTS 1
4. TRUNK GROUPS WITH NO DATA 51
5. TOTAL MEASURED TRUNK GROUPS (FROM ABOVE) 1,951

TOTAL TRUNK GROUPS 2,003

1.23"
98. nx

100.00X

.05X
2.55X

97.40X

100.00X
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PACIFIC BELL 01/11/99
AT&T + OCC

COMMON TRANSPORT TRUNK GROUPS EXCEEDING TARIFF THRESHOLD
FOR DECEMBER 1998 PB02

A-LOCATION Z-LOCATION PCT DSN M-BLKG BUSY VALID TRK
Cltl Clll DESCRIPTION BLKG OBJ THRESH HOUR DAYS SVC TIMES

. .. .. .. .. .. .. .. - .... ...................... .. .. ~ ........................

ANHMCA0295T RVSDCA0125T 77AF44DTKE 3.90 .5 2.0 14 16 96 3
REMARKS: ORO COMP +48=96 11-30-98 APC DONE FOR 1-4-99 CONTACT: CHERYl KEY PHONE: 626-576-6092

BVHlCA010S0 lSANCA0470T 77AF54DTEAKE 13.27 .5 2.0 18 20 168 3
REMARKS: CONTACT: TONY \lEtCH PHONE: 626-576-6084

COROCA120S0 SNRSCA0130T MMAF540TEAKD 6.94 .5 3.0 11 8 12 3
REMARKS: +84=96 DUE 12/18/98 CONTACT: MARY LOU CAREY PHONE: 510-645-4821

DAVlCA12DSO OKLOCA0349T 77AF54MO 2.35 .5 2.0 10 19 695
REMARKS: EXPEDITED EO AUGM. TO COMPo BY 12/23/98 CONTACT: MARIA TORRES PH:>NE: 510-645-7431

OAVSCA11DSO SCRMCA0103T MMAF540TEA 3.10 .5 2.0 22 19 84 2

REMARKS: AUG COMP +10=94 12/7/98. o Oft A/O 1218. CONTACT: DIANE RABANG PHONE: 916-972-2609

GRDNCA0386T lSANCA0597A MMAF450TEA 3.83 .5 2.0 19 15 48 2
REMARKS: +48=96 00 1-8-99 CONTACT: R. MCKENNA PHONE: 626-576-6068

GRDNCA0386T lSANCA0597A 77AF45DTEA 2.42 .5 2.0 19 20 264 3

REMARKS: +48=312 00 12-9-98 CONTACT: R. MCKENNA PHONE: 626-576-6068

GRDNCA0386T RVSOCA0125T 77AF44DTKE 16.79 .5 2.5 11 11 24
REMARKS : +24=48 DO 1-4-99 CONTACT: R. MCKENNA PHONE: 626-576-6068

GRDNCA0386T \lLMGCA010S0 77AF450TKE 2.19 .5 2.0 11 19 48
REMARKS: CONTACT: PHONE:

lAMSCA010S0 SNDGCA0290T 77AF54MOEA 2.80 .5 2.5 19 14 503
REMARKS: AUG:+24=192 0 122998 & +24=240 0 010799 CONTACT: KENT MORGAN PHONE: 619-697-5103

LSANCA02DS4 lSANCA0470T 77AF54DTEAKE 8.98 .5 2.0 13 19 48 3

REMARKS: CONTACT: TONY \lEtCH PHONE: 818-576-6084

l5ANCA0470T lSANCA11DS2 77AF45DTEAKE 4.02 .5 2.0 11 20 48 2

REMARKS: CONTACT: T. \lEtCH PHONE: 626-576-6084

l5ANCA0470T lSANCA380S0 77AF45DTEAKE 12.16 .5 2.5 14 14 24 3

REMARKS: CONTACT: TONY \lELCH PHONE: 626-576-6084

l5ANCA0470T lSANCA56DSO MMAF450TEAKO 5.75 .5 2.0 9 19 24 3

REMARKS: CONTACT: TONY \lEtCH PHONE: 626-576-6084

MNPKCA 11050 SNTCCA0148T 77AF54DTEAKE 3.81 .5 2.0 9 20 120

REMARKS: GCMAll ISSUED AUGM. +48=168 RESPONSE DUE BACK 12/18 CONTACT: RONNA GUTIERREZ PHONE: 510-645-0225



SNTCCA01DSO SNTCCA0148T 77AF54DTEA 2.01 .5 2.0 9
REMARKS: CO BUS. GRP SCRM01DS4'SNTC01DSO WHICH CAUSED OFl AGMNT'D CONTACT: RONNA GUTIERREZ

AT&T + OCC
COMMON TRANSPORT TRUNK GROUPS EXCEEDING TARIFF THRESHOLD

FOR DECEMBER 1998

01/11/99

PB02

VALID TRK
DAYS SVC TIMES

20 144
PHONE: 916-972·2609

12 48 2
PHONE:

13 24 2
PHONE:

19 48
PHONE: 916-972-2609

16 144
PHONE: 510-645-0255

20 24 2
PHONE: 510-645-4821

17 96
PHONE: 510-645'0225

19 72
PHONE: 510-645-4821

20 120
PHONE: 510-645-0225

12

13

BUSY
HOUR

2.5

2.5

M-BlKG
THRESH

.5 2.0 9
CONTACT: RONNA GUTIERREZ

.5 2.0 20
CONTACT: MARYLOU CAREY

.5 2.0 9
CONTACT: MARYLOU CAREY

.5 2.0 20
CONTACT: RONNA GUTIERREZ

.5 2.0 10
CONTAr.T: DIANE RABANG

.5
CONTACT:

.5
CONTACT:

.5 2.0 10
CONTACT: DIANE RABANG

DSN
OBJ

5.04

3.17

2.32

13.63

17.05

PCT
BUG

77AF54DTEAKE

77AF45DTKE

77AF54DTKE

DESCRIPTION

YRlNCA11DSO

RVSDCA0125T

Z'lOCATION
Clll

SNRSCA0130T SNRSCA11DSO MMAF45DTEA
REMARKS: +24=96 COMPo 12/14/98

SNFCCA17DSO SNFCCA2143T
REMARKS: +24=48 DUE 12/18/98

SNMTCAllDSl SNTCCA0148T 77AF54DTEAKE 11.59
REMARKS: +24=120 COMPo 12/8/98. MORE TRKS ARE BEING REQUESTED

PlCNCAllDSO
REMARKS:

RVSDCA0125T
REMARKS:

SCRMCA0103T WSCRCAllDSO 77AF45DTEAKE 2.97
REMARKS: NOT A TREND; 2 HRS 11/23; 11/30 SP 0 OFl.

SNBUCA02DSO SNTCCA0148T 77AF54DTEAKE 9.10
REMARKS: GCMAll ISSUED AUGM. +48=192 RESPONSE DUE BACK 12/18

NSCRCAllDSO SCRMCA0103T 77AF54DTEAKE
REMARKS: AUG PEND +24=168 DUE 1/8/99.

A·lOCATION
Clll

PAGE 2

PACIFIC Bell



PAGE
01/11/99

PB03

PHONE NO.CONTACTTIMES

AT&T + OCC
COMMON TRANSPORT TRUNK GROUPS WITH INVALID DATA

FOR DECEMBER 1998

TRK
SVCDESCRIPTION

Z-LOCATION
Clli

A-LOCATION
Clll

PACIFIC BELL

GRDNCAD386T TRNCCA 11DSO 77AF54DTKE 120 4 CHERYl KEY 818-576-6092
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PACIFIC BElL AT&T + OCC 01/11/99
COMMON TRANSPORT TRUNK GROUPS WITH NO DATA

FOR JANUARY 1998 PB04

A-LOCATION Z-LOCATION TRK
Clli Clli DESCRIPTION SVC TIMES CONTACT PHONE NO.

........ - -_. . - .. _ ...... -- .. ....... _.- -- - - - -- .- - _.- -- - - - . __ ....... - - - --.. --- - - ..

AlMDCA110S0 OKlDCA0301 T M-DF54ETCN9 6 2 D. LYNCH 510-645-2914

ANHMCA0295T BREACA12DSO MMAF45DTEAKO 24 C. KEY 818-578-4260

ANHMCA0295T CSMSCA11DSI 77AF450TKE 48 CHERYl KEY 818-576-6092

ANHMCA0295T IRVNCA010S0 77AF45MO 636 2 SIRKKA MANNING 626-576-6152

ANHMCA0295T IRVNCAOIDSO 77AF45DTKE 144 CHERYl KEY 818-576-6092

ANHMCA0295T LGNGCA12DSO MMAF45DTEAKD 36 CHERYl KEY 818·576-6092

ANHMCA0295T LSANCA0470T MMAF421 T-UH A 192 C. KEY 818-576-6092

ANHMCA0295T LSANCA0470T 77AF44 ITKE 96 C KEY 626-576-6092

ANHMCA0295T MSVJCAATDSO MMAF450TEA 48 C KEY 626-576-6092

ANHMCA0295T MSVJCAATDSO MMAF450TEAKO 24 CHERYl KEY 818-576·6092

ANHMCA0295T MSVJCAATOSO 77AF54DTKE 48 CHERYl KEY 626-576-6092

ANHMCA0295T SHOKCA0589T 77AF44ITKE 24 C KEY 626-576-6092

ANHMCA0295T SJCPCA120S0 MMAF450TOIEA 48 C KEY 626-576-6092

ANHMCA0295T SNANCA01DSO MMAF45DTEA 24 CHERYl KEY 818-576-6092

ANHMCA0295T SNANCA010S0 77AF45DTEA 288 C KEY 626-576-6092

ANHMCA0295T TUSTCA110S0 MMAF450TEAKD 48 CHERYl KEY 818-578-4260

ANHMCA0295T TUSTCA700S0 MMAF450TEAKD 24 C. KEY 818-578-4260

ARCTCA1182E SNRSCA0130T M-OF54ETCN9 4 2

BRBNCA 130S0 SHOKCA0589T 77AF54DTEAKE 24

EURKCAO 141T EURKCA0144F MMAF45DTEA 168 2 RONNA GUTIERREZ 510-645-0225

EURKCA0141T EURKCA0144F MMAF450TDIEA 120 2 RONNA GUTIERREZ 510-645-0225

FRMTCA120S0 SNTCCA0148T MMAF540TEA 144

FRMTCA12DSO SNTCCA0148T MMAF54DTEAKO 96

GRONCA0254T ORNGCA 130S0 77AF45MDEA 816 3
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PACIFIC BELL AT&T + occ 01/11/99
COMMON TRANSPORT TRUNK GROUPS ~ITH NO DATA

FOR JANUARY 1998 PB04

A-LOCATION Z-lOCATION TRK
CLLI CLLI DESCRIPTION SVC TIMES CONTACT PHONE NO.............. - ...... .. ....... _ .............. ... ................. - .................. .-- -_ .... -- - .... --. -- ..... - ...... _-------

GRDNCA0254T SNANCA12DSO 77AF45MDEA 311 2

lSANCA02DS3 lSANCA0470T 77AF54DTEAKE 72 T. ~ElCH 626-576-6084

lSANCA0470T lSANCA14CGO M-AF25TCEA 48 TONY ~ElCH 818-576-6084

lSANCA0470T l SANCA35 72H M-AF25TCEA 72 TONY ~ElCH 626-576-6084

lSANCA0470T SHOKCA0589T MMAF231T-l~TA 168 TONY ~ElCH 626-576-6084

lSANCA0470T SHOKCA0589T MMAF231TDI 144 TONY ~ElCH 626-576-6084

lSANCA0470T SHOKCA0589T 77AF44DTEAKE 216 T_ ~ElCH 626-576-6084

MTV~CA11DSD SNTCCA0148T MMAF54DTEA 48

MTV~CA11DSO SNTCCA0148T 77AF54MDEAG1 527

MTV~CA11DSO SNTCCA0148T MMAF54DTEAKD 240

MTV~CA11DS1 SNTCCA0148T MMAF54DTEA 72

MTV~CA110S1 SNTCCA0148T MMAF54DTEAKD 48

OKlDCA0349T VNCKCA1194H 77AF45DTEA 432 2 MARIA TORRES 510-645-7431

PlAlCA020S0 SNTCCA0148T MMAF54DTEA 96

PlAlCA02DSO SNTCCA0148T MMAF54DTEAKD 168

PlCNCA1196A ANHMCA0152T M-AF54ETCN5-EA 8 CHERYl KEY 818-576-6092

RSFECA12DSO SNDGCA0291T 77AF54DTEAKE 24

SNDGCA0291T SNDGCA15DS1 77AF45DTEAKE 192

SNDGCA03DS1 SNDGCA0253T M-DF54ETCN9 6 18 C.A. CABRERA 619-697-5132

SNMTCA11DSO SNTCCA0148T 77AF54MDEAG1 503

SNMTCA 11DSO SNTCCA0148T MMAF54DTEA 24

SNMTCA11DSO SNTCCA0148T MMAF54DTEAKD 96

SNTCCA0148T UNCYCA11DSO MMAF45DTEA 72

SNTCCA0148T UNCYCAllDSO MMAF45DTEAKD 48
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PACIFIC BElL AT&T + OCC 01/11/99
COMMON TRANSPORT TRUNK GROUPS ~ITH NO DATA

FOR JANUARY 1998 PB04

A-LOCATION Z-LOCATION TRK
Clll Clll DESCRIPTION SVC TIMES CONTACT PHONE NO.

. -.-- -_ ...... .. -_ ............... .... _ ...... ----_ .... _- --- -_ .. - .. ------------ ------------

SNTCCA1198F SNFCCA2101T M-DF54ETCN9 5 6

SNVACAO 173H SNFCCA2101T M-DF54ETCN9 4 5

~NCKCA1194H OKlDCA0301 T M-DF54ETCN5-EA 4 5 D. lYNCH 510-645-2914



Attachment 2

PROVISIONING
1997 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Business 81.3 81.0 78.4 75.2 78.5 76.7 77.8 79.5 83.6 93.9 88.9 85.6
Residence 72.0 73.8 77.4 83.3 75.7 67.9 52.4 66.7 71.3 77.8 83.7 84.3

1998
Business 81.0 80.0 88.0 88.0 88.0 83.0 89.0 90.0 81.0 87.0 87.0 87.0
Residence 78.0 83.0 80.0 80.0 84.0 76.0 79.0 87.0 84.8 77.0 81.0 80.0

Pacific Bell ISDN
Percent Customer Satisfaction* - Provisioning
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*just ok, good & excellent

• Business

• Residence

The percent of customers satisfied with Pacific's provisioning
of ISDN service has improved since the merger.



Attachment 2

MAINTENANCE
1997 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Business 78.6 79.5 76.2 85.2 86.9 71.1 81.7 76.5 81.8 85.5 89.0 83.7
Residence 83.6 76.5 74.9 71.2 80.0 80.9 74.9 78.0 79.1 79.0 88.5 87.5

1998
Business 79.8 81.0 83.0 82.0 79.0 85.0 80.0 85.0 83.0 80.0 73.0 82.0
Residence 69.0 74.3 81.0 76.0 80.0 81.0 79.0 84.0 81.0 81.0 78.0 83.0

Pacific Bell ISDN
Percent Customer Satisfaction* - Maintenance
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• Business

• Residence

*just ok, good & excellent

Pacific has maintained its level of customer satisfaction for ISDN
Maintenance since the merger.



Service Representative - Small Business Sales Center (SBSC)
Proposed Training Profile

CORE (0-6 Months)

Coure # Course Title Days/Hours Notes

65900 Business Service Rep Universallnitial Training 70 Days
65005 Achieving Extraordinary Customer Relations 2 Days
45451B STAR - Miscellaneous Contacts 1 Day
45563 Pacific Bell Internet 1 Hour PBLM
45187A&B Custom 8 - Consulting & Sales 2 Days

Centrex Express 3 Hours Web Based

CORE for EMBEDDED REPS

• Included In 1001Iai Training as of 12/97
.. Included in Intial Training as of 8/98

45451A STAR· Service That Achieves RevenLle • 2 Days Field delivered Course

#30067A
65052 SSI for Marketing • 1 Day Field delivered Course

#30052
45444 Pacific Bell Voice Mail • 4 Hours CBTIPBLM
45445 Voice Mail Facilitated Role Play • 1 Hour
45449 Advantage 25 • 1.25 HOLlrs CBTIPBLM
45448 Value Promise Simplicity • 2 Hours CBTIPBLM
45461 CPNI • May 1998 FCC Ruling •• I Hour CBTIPBLM
42928 Local Competition IllB .. 2 Hours CBTIPBLM
45460 Resale Access to Exchange (RATE) .. 1 Hour CBTIPBLM
45580 Local Number Portability .. 2 Hours CBTIPBLM
45181A Agent Director •• I Hour CBT/PBLM
45595 Universal Rate Rebalancing •• 30 Min CBTIPBLM

..

INTERMEDIATE (6-11 Months)
Course # Course Title Length Notes

4556! An Introduction to Data Communication 2 Hours CBT/PBLM
45259A ISDN Overview I Days

ADVANCED (12 Months +)

Counet:: i Course Title DaysIHours Notes
45057 I Coaches Workshop - Business I Days
.. 221 ) Effective Busmess Presentations 3 Days
JA·1620 10 Minute Guide to Word for Wmdows 6 Self Paced Book
JA-1630 10 Mmute Guide to Excel Self Paced Book
JA-IMO 10 Minute GUide to PowerPolnt 4.0 Self Paced Book
SOC[ Sharpening Our Competitive Edge I Day
VT·lSPROD Listening· The Key to Productivity 1 Hour Video
20399C Active Communicating 2 Days
01295 Preventing Workplace Harrassment 4 Hours
VT-CWC Commumcating With Customers 1 Hour Video
07082 Bener Business Communications 1 Hour Video/Book
\C-MINI Instructor Competencies - Mini 3 Days
7 HABITS Seven Habits of Highly Effective People 3 Days

Managmg Suess in the Workplace 1.5 Hours EAP

sasc Profile
SBC Cen'e.}o. uarnlllg
BeS H..",OII Ruou,ces
08/28198 ReYI~cll



Sen-ice Representative - Consumer Sales Center
Proposed Training Profile

CORE (0-6 Months)

Course # Course Title Length Notes

45584 Universal Consumer Core Curriculum 45 Days Leader Led/CDT
45484 Enterprise Call Management 1 Hour CDT
Field Delivered Service First 1 Hour Led By Field

CORE ror EMBEDDED REPS
45595 Universallbte Rebalancing • 30 Min CDTJPDLM
45461 CPNI· May 1998 FCC Ruling· 1 Hour CDTJPBLM
41928 Local Competition IUB • 1 Hour CBTIPDLM
65005 Achieving EKtraordinary Customer Relations· 2 Days Leader Led
45460 Resale Access to Exchange (RATE) • I Hour CBTJPDLM
30003 Fair Credit Reporting Act * ·30 Min CDT
• Included ill lmtlal Trammg

INTERMEDIATE (6-12 Months)
Course # Course Title Length Notes

45585 FCC Univenal Service Order-ULTS SUbsidy Shift 30 Min CBT
45580 Local Number Portability 2 Hours CBTJPBLM
45259A ISDN Overview I Days Leader Led

ADVANCED (12 Months +)
Course # Course Title Length Notes

JA-1610 10 Minute Guide to Word for Windows 6 Self Paced Book
JA-1630 10 Minute Guide to Excel Self Paced Book
JA-1640 10 Minute Guide to PowerPoint 4.0 Self Paced Book
19000 Sharpening Our Competitive Edge 1 Day Leader Led
07150 Listening - The Key to Productivity I Hour Video
20399C Active Communicating lDays Leader Led
01295 Preventing Workplace Harassment 4 Hours Leader Led
07151 Communicating With Customers 1 Hour Video
01103A Covey - 7 Habits of Highly Effective People 3 Days Leader Led
07082 Better Business Communications 1 Hour Video/Book
07159 Time Management: KeeplDg The Monkey OrrYour Back I Hour CBT
45469 ADSL 3.5 hours CBT

021 l2199
CCSC Profile
S8C Cen,e, fo' UQ'"IrIg
Revlscd021I2J99

: ~



UflNersel ConsumtK' CorIt CunicuIum
OrientetionlCou," Introduction

Consumer Core Curriculum Outline

1.0 InstnJctor Pntp Notes
Appendix 1

PlIge 10'3

Seq. # Lesson Lesson
Duration

Curriculum Coune 1# 4SS84

Module 1 Oricntation I Coune Introduction I~ !JpAA~,-
1.1 Orientation 8H

1.2 Job Responsibilities Overview 4H

1.3 Exceptional Customer Service - Jrtf11~ M.J!.~1 1- IN!,,, 12H

1.4 Competition: Transportation to a New Era - Pacific Region, Part 1 3H

1.5 Winning With Sales & Service I CLUES 16H

1.6 See be/ow, will be lought in Modu/e 2 for the 3 /1/98 Pilot classes

1.7 Model Contact 2H

Module 2 Introduction to Systems and Services II tiAA1 'Of '3 t"•...,

2.1 Overview Windows NT I ExecuStar 2.SH

1.6 Customer Proprietary Network Information (CPNI) (CBT) IH
..,..,

Overview of BOSS I.SH...-
2.3 Overview of SuperBook 1.5H

I
2.4 Overview of Exchange Plus l.SH

2.5 Overview of StaJWriter 2H

Module 3 Ordcrs Phase 1 I7dAl~ - 2.- ~.

i 31 Customer Service Record lH

I 3.:: Calling Cards Services (CBT) 2H
,

3.3 Custom Calling Services 6H
1 Calling Pany Number Identification (CBT)

I Caller 10 (CBT)
! 34 Confinnation Lctter .SOH

3.5 Practice Role Play #1 8H
I

36 The Message Center (CBT) 3.SH

3.7 Pacific BeH Saver Pecks (CBT) 2H

3.8 On Job III 8H

September 1998 (1CV281!18) Propnet.ry Infann.lion: Not for useldisclosute
IPNA"DOe ootside of sse Commumcsbons Inc. end its effilieted compenies.



UmwfSsl Consumer Cote Cuniculum
Ol'ientation!CoUf$8 InlTrXhJction

Consumer Core Curriculum Outline, continued

1.0 Instructor Prep Notes
Appendix 1
Page 30(3

Seq. # Lesson Lesson
Duration

Module 3 Orden Phase I

3.9 Overview of SORD 8H

3.10 Basic ServicesfULTS (UL1'5 is CBT only) 8H

3.11 Practice Role Play #2 8H

3.12 Demonstration Of Mastery # I 16H

3.13 On Job #2 8H

3.\4 Inside Wire Services (CBT) 3H

3.15 Listings (CBT) 3H

3.16 Change Telephone Number! 6H

3.17 Carrier Infonnation (CBT) 3.SH

3.18 Information Service Calls (CBT) 2.SH

3.19 Practice Role Play #3 8H

3.20 Demonstration Of Mastery #2 \6H

3.2\ On Job #3 8H

Module 4 Introduction to Billing q, flAW' ~ 4e.
4.\ Billing Basics ~H

4.2 Practice Billing Basics 4H

4.3 Incoming Collection Calls 2.5H

! 44 Local Toll 2.SH

I 4.5 Billed Number Screening (CBT) 2H

4.6 Toll Blocking (CBT) 2H

4.7 Residence Optional Calling Plans: 2H
New ROCP(CBT)

4.8 Practice Role Play #4 8H

4.9 Demonstration Of Mastery #3 16H

4.10 AchieVing Extraordinary Customers Relations (AECR) SH

4.11 On Job #4 8H

September 1998
IPNA#1.dOC

Propnetary InformatiOn: Hot for useldisdosU18
outside of SSC CommUnlCltDonS ItIC. and its affiliated companies.



UnivetsaJ Consumer eon. Cutrlculum
onentatiol\lCoUl'Se Introduction

Consumer Core Curriculum Outline, continued

1.0 Instructor Prep Notes
Apf»ndi)( 1
Page 50f3

Seq. # Lesson Lesson
Duration

ModuleS Orders Phase 1 IQ.~ ~~
5.1 Competition: Transportation to a New Era - Pacific Region, Part 2 5H

5.2 Disconnects 4H

5.3 New Connect 8H

5.4 Transfer My Service 4H

5.5 Supersedure/Change In Billing 5H

5.6 Demonstration Of Mastery #4 16H

5.7 On Job #5 16H

5.8 Introduction to SSI 4H

Module 6 Claims and Adjustments 4'\v ~.~ rV,
6.1 Toll Claims and Adjustments 7H

6.2 Infonnation Service Calls - Claims and Adjusunents 2.5H

6.3 Service & Equipment Claims and Adjustments 2H

I 6.4 Comprehensive Review, Practice & Role Play 8H

I 6.5 Demonstration Of Mastery #5 l6H

End of Curriculum

Septemoer 1998
IPNA#1.doc

ProprletllfY InIotmatJon: Not for useldisdoslHfl
outside of sse Communications Inc. and its affiliated COtnpsnies.



Curriculum For Initial Training For Maintenance Splicer, Service Technician, and
Maintenance Administrator.

Service Technician Initial Training Track

Course name
SteppedlUnstepped Pole Climbing
G.O.95
Extension Ladders
P.S.A.P.

Basic Installation and Repair
Initial Defensive Driving
First/Aid CPR

Maintenance Splicer Initial Training Track

Course name
SteppedlUnstepped Pole Climbing
G.095
Extension Ladders
P.S.A.P

Cable Splicing - Initial Training
Modular Splicing for the Maint tech
Cable Repair - Pulp and PIC
Cable Fault Locating
Ca Location Records and W.P. Interpretation
Hazardous Material
Initial Defensive Driving
First/Aid CPR

Course number
06287
06050
06283
06205C

06350
00005
00100B

Course number
06287
06050
06283
06205C

06217A
06239
06233
06215
06234

00005
00100B

Length
7 days
I day
1 day
1 day

15 days
1 day
1 day

Length
7 days
I day
1 day
1 day

5 days
5 days
9 days
5 days
3 days
4 Hrs.
1 day
1 day

Maintenance Administrator (WCC) (WMC) (CSB) (CSC)

Course name
CSB - Initial Training 5S1

Course number
06132

Length
17 days



Name:

NC5:

ARC:

55#:

NETWORK SERVICES

Service Technician
Job Title Code: 4610

o

"Advanced Training" are courses designed to enhance employee capabilities within their current job function.

COURSE" TITLE TYPE COURSE RECOMMENDED SCHEDULED OJT WAIVED NOTES

LENGTH WITHIN

Com I
. • C

TBO Orientation C 3D Immediate

06287 Pole Climbing (SteppedlUnstepped) C 70 Immediate

06050 Clearance for Aerial Plant (G.O. 95) C 10 Immediate

06283 Extension Ladders C 10 Immediate

06205 Pacific Belli Safety Plan C 10 Immediate

06350 Basic Installation & Repair C 150 Immediate

00008 Initial Defensive Driving (Van) C 10 Immediate

00100 Fisrt Aid/CPR C 10 Immediate

06004 Service Order Interpretation C 20 Immediate

locaVTBO local Competition (ClEe's) C 2H Immediate

·Core Training courses should be listed in order of priority for proper TRAINS administration.
C =Required Training Courses
A =Training Courses Negotiated by the Supervisor
Pacmc Bell Confidential 2/24/99 Page 1



NETWORK SERVICES

COURSE" TITLE TYPE COURSE RECOMMENDED SCHEDULED OJT WAIVED NOTES

LENGTH WITHIN

06051 Oemarc fnr IRiJlina) C 4H Immediate

0-4033 Trouble Isolation / Sidekick / DAMT C 4H Immediate

06085 MlT Test Interpretation C 4H Immediate

locaVTBD OAML Installation / Repair C 2H Immediate

locaVTBD lST Training C 2H Immediate

06074A Preventative Maintenance· Sealed Plant C 4H Immediate

0-920 Technician Access Network (TAN) C 10 Immediate

06000 Quality Orientalion(ToolsJExpectations) C 4H Immediate

locaVTBO Emergency Methods & Procedures C 2H Immediate

locallTBO Burn Process C 1H Immediate

locaVTBO Product Training· ERIC C 4H Immediate

06015 Professional Customer Service C 10 Immediate

locaVTBD Mandatory Coverages C 2.50 Immediate

LocalITBO Introduction to Other Work Groups C 20 Immediate

00372 Substance Abuse Awarene 55 & Assistance C 3H 6 Months

06208 Customer Interaction - II's all in Ihe Listening C 20 6 Months

Advanced Training
·Core Train'ng courses should be listed In order of priority for proper TRAINS administration.
C =Required TrainIng Courses
A =Training Courses Negotiated by the Supervisor
Pacific Bell Confidential 2/24/99 Page 2



NETWORK SERVICES

COURse #I TITLE TYPE COURSE RECOMMENDED SCHEDULED OJT WAIVED NOTES

LENGTH WITHIN

01033 ISDN Installation I Maintenance A 50 As Needed

NEW ADSllnstallation / Maintenance A As Needed
-

I/RNT Installation JRepair Noise Transmission A 10 1Year

localITBD Advanced Installation (9l1Siness Customers) A 50 1 Year

0904 Analog Data & Transmission· Field Tech A 1.50 18 Months

06215 Hazardous Materials I Waste Management A 20 As Needed

06212 Advanced Van & Ligh' Truck Training A 10 As Needed

*Core Training courses should be listed in order of priority for proper TRAINS administration.
C =ReqUired Training Courses
A =Training Courses Negotiated by the Supervisor
Paelne Bell Confidential 2/24/99 Page 3



Name:

NCS:

ARC:

SSt:

NETWORK SERVICES

Maintenance Splicing Technician
Job Title Code: 3403

"Advanced Training" are courses designed to enhance employee capabilities within their current job function.

COURSE" nnE TYPE COURSE RECOMMENDED SCHEDULED OJT WAIVED NOTES

LENGTH WITHIN

Core T • • * C

TBD Orientation C 3D Immediate

06287 Pole Climbing (SteppedJUns1epped) C 70 Immediate

06050 Clearance for Aerial Plant (G.O. 95) C 10 Immediate

06283 Extension ladders C 10 Immediate

06205 Pacific Belli Safety Plan C 10 Immediate

06350 Basic Installation &Repair C 150 Immediate

00008 Initial Defensive Driving (Van) C 10 Immediate

00100 Fisrt Aid/CPR C 1D Immediate

06004 Service Order Interpretation C 2D Immediate

localITBD local Competition (ClEe's) C 2H Immediate

·Core Training courses should be listed In order of priority for proper TRAINS administration.
C =Required Training Courses
A =Training Courses Negotiated by the Supervisor
Pacific Bell Confldential 2/24/99 Page 1



NETWORK SERVICES

COURSE" TITLE TYPE COURSE RECOMMENDED SCHEDULED OJT WAIVED NOTES

LENGTH WITHIN

06051 Demarc fnr T
.. IRillina) C 4H Immediate

locaVTBD Trouble Isolation I Sidekick / DAMT C 4H Immediate

06085 MlT Test Interpretation C 2H Immediate

localITBD OAMllnstallation I Repair C 2H Immediate

LocaVTBO lST Training C 2H Immediate

06074A Preventative Maintenance· Sealed Plant C 4H Immediate

0-920 Technician Access Network (TAN) C 10 Immediate

06000 Quality Orientation(ToolsJExpectations) C 4H Immediate

LocaVTBO Emergency Methods & Procedures C 2H Immediate

locaVTBD Burn Process C 1H Immediate

LocaVTBO Product Training - ERIC C 4H Immediate

06015 Professional Customer Service C 10 Immediate

LocaUTBD Mandatory Coverages C 2.50 Immediate

LocaVTBO Introduction to Other Work Groups C 2H Immediate

00372 Substance Abuse Awareness & Assistance C 3H 6 Months

06208 Customer Interaction - It's all in the Listening C 20 6 Months

OJl 6 Weeks in Load as a Service Tech C 300 2 Months

06217A Cable Splicing - Inilial Training C 50 6 Months

·Core Training courses should be listed in order of priority for proper TRAINS administration.
C =Required Training Courses
A =TrainIng Courses NegotIated by the Supervisor
Pacmc Bell Confidential 2/24/99 Page 2


